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ABSTRACT 
Blackwell Corporation moved to an outsourced recruiting model in October, 2008. One 
of the key areas for observation was the quality of the onboarding experience for new 
hires. A benchmark survey was conducted, prior to outsourcing all recruiting activity, to 
gather a platform for the existing experience. In the outsourced model, surveys were sent 
to each new hire after they had been on the job for three months. This writing provides 
the comparison between the onboarding experience before and after outsourcing 
recruiting. The findings identify that these experiences are extremely similar and give a 
clear idea of areas for change consideration. 
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Chapter I: Introduction 
This research has been done to gain insight into employee perceptions of quality of their 
onboarding at Blackwell Corporation. A benchmark study was conducted in October 2007 when 
recruiting was outsourced. Since the transition, Blackwell Corporation has not received 
information on the quality of the onboarding experience for new hires. 
Blackwell Corporation has undergone a significant transition to outsource non-core 
activity to remain competitive. Areas outsourced include ITS, Engineering and Human 
Resources (HR). In HR, the key areas for outsourcing included relocation, benefits, HR 
administration, training administration and recruiting. Recruiting is being coordinated through an 
outsourcing agency in an off shore country. The employee experience begins during recruiting 
and affects their onboarding. 
During the preparation to outsource, a survey was drafted for new hires to complete after 
being on the job for 90 days. A decision was made to have all employees hired within six months 
prior to transition, complete the same survey to provide a benchmark for comparison at a later 
date. Blackwell Corporation transitioned to the outsourced recruiting model beginning October 
1, 2007. Surveys were generated to employees three months after their start date. Based on this 
timeline, employees starting in October, 2007 would complete the survey in January, 2008. 
Reports on the survey data obtained by the outsourcing organization had not been generated for 
review by Blackwell Corporation at the end of 2008. 
Statement of the Problem 
Blackwell Corporation outsourced recruiting on 10/1/2007, and after 15 months is not 
aware of the impact outsourcing has on the quality of the onboarding experience of New Hires. 
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Purpose of the Study 
The desired outcome of this study is to determine how current quality of onboarding 15 
months post-outsourcing compares to the pre-outsourced environment. Based on observations, 
the study will point out key areas for eventual improvement and related recommendations. 
Definition of Terms 
A-Level Drivers. Activity that can improve new hire performance by more than 20 
percent. 
BPo. "Business Process Outsourcing" when an entire business process is outsourced. 
COE. "Center of Excellence" where key activity is coordinated and monitored 
Human Capital. The stock of skills and knowledge embodied in the ability to perform 
labor so as to produce economic value. 
On boarding. Part of the recruitment process and is defined as the transition point into the 
organization. 
Outsourcing. Outsourcing is an arrangement in which one company provides services 
for another company that could also be or usually have been provided in-house. 
Recruiting. The process of screening, and selecting, and onboarding qualified people for 
a job at an organization or firm. 
RPO. "Recruitment Process Outsourcing" is a form of business process outsourcing 
(BPO) where an employer outsources or transfers all or part of its recruitment activities to an 
external service provider. 
~-------------~--- -- ---
3 
Methodology 
Research for this study was conducted over a period of 18 months. The 
foundation for the research was the desire for Blackwell Corporation to understand the quality of 
onboarding new employees in a newly outsourced recruiting environment and how it compares 
to the benchmark completed in October, 2007. 
During the preparation to outsource, a survey was drafted for new hires to complete after 
being on the job for 90 days. A decision was made to have employees hired within three months 
prior to transition complete the same survey to provide a benchmark for comparison at a later 
date. Blackwell Corporation transitioned to the outsourced recruiting model beginning October 
1,2007. Based on this transition, employees starting in October, 2007 would complete the survey 
in January, 2008. Data has been gathered on an ongoing basis using the outsourcer's survey tool 
since January, 2008. Reports on the survey data have not been reviewed by the end of2008 to 
identify trends. 
Summary 
The remainder of the paper will provide insight into the key elements of the process of 
onboarding new employees, related nuances of an outsourced environment, research done within 
Blackwell Corporation to compare the new hire experience before and after outsourcing the 
recruiting function along with the related results and recommendations. 
4 
Chapter II: Literature Review 
Blackwell Corporation has been conducting surveys on an ongoing basis for one year and 
they have not reviewed the information gathered from them. One of the key elements of this 
research was to understand the quality of onboarding in an outsourced environment. Research 
was done to develop a platform for defining onboarding, considering the key elements of 
onboarding along with items to include or exclude from the process. Further research was done 
to gain an understanding of the unique aspects of onboarding as part of an outsourced recruiting 
function. Finally, information was gathered about building and interpreting surveys. Feedback 
and recommendations will be provided based on this information. 
Onboarding Overview 
Onboarding is the most critical time period for a new hire of an organization and is 
comprised of the first 90 days after hire. During this time, it is important to regularly meet 
with the new hire, set reasonable goals, provide positive feedback, and offer coaching as 
needed. From the organizational perspective, onboarding involves informing new employees 
about policies and assists them in adapting to requirements (D'Aurizio, 2007). Orientation is 
often interchanged with onboarding but is actually a subset of onboarding. 
Onboarding is part of the recruitment process and is defined as the transition point into 
the organization. During this time, new employees are brought into the company and learn 
about the job, the culture, and the expectations. This is a critical period when employees form 
beliefs about what it is like to work for a company (Employee Insights, 2008). First 
impressions matter with new hires, and implementing a program that demonstrates to them 
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that the organization cares enough to ensure they have a great experience during their first few 
months goes a long way to fostering enthusiastic, loyal employees. 
There is a lot oftime, effort, and money spent on recruiting new employees. The first few 
days and weeks on the job can have a significant influence on a new employee's attitude and 
engagement level. Their initial exposure can even determine how likely they are to become a 
long-term asset to a company. According to Ceridian Human Resources Manager, "The new 
employee walks through the door on their first day on the job with a blank canvas -- ready for a 
fresh start". A formal onboarding process provides consistency, assigns a process owner and 
enables education along with tool sharing (Shirley, 2007). In contrast, employers have invested 
in hiring the candidate. Shirley says that the cost has been estimated to be as much as $75,000 if 
you add in training, orientation and productivity. Successful onboarding helps to mitigate this 
expense and enables the new hire to become an outstanding contributor sooner. 
While the concept of having a formal onboarding process appears to be beneficial, it is 
important to note that the connection between recruiting and onboarding is a critical time to 
transition the employee into the organization (Phillips, 2001). Being able to retain employees is 
directly related to the quality of their onboarding experience. Subsequently, the ability to 
measure the ROI of Human capital is based on hiring the correct people and being able to retain 
them. To clarify, in order to show a positive ROI you must invest in employees. Employees are 
expecting a return on their investment too. Companies must be able to attract and retain the most 
talented, creative, motivated workers in the market. This requires a comprehensive process. 
Davenport (1999) reinforces this concept suggesting that companies need to move away from 
considering employees as assets and begin meeting the employee expectations. 
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Margery Weinstein (2008) reports that SkillSoft, a provider of on-demand e-learning and 
performance support solutions, sponsored an Aberdeen report that concludes drastic increases in 
employee retention and worker productivity levels can be traced back to effective onboarding. 
This report is based on surveys and interviews with nearly 800 human resources, human capital, 
and business line managers. Here are some highlights: 
I. 71% list "new hire retention" as the top reason they pursue onboarding. 
II. 100% of best-in-class improved the retention rate of new hires over the last year. 
III. 86% concur new hires make their decision to stay at the company within the first six 
months on the job. 
IV. 68% of best-in-class describe their onboarding solution as automated (either partially or 
fully). In comparison, 56 percent of laggards describe their onboarding solution as paper-
based. 
V. 84% of best-in-class provide a formal new hire training program. 
VI. 52% of best-in-class use assessment tools for hard and soft skills as part of their 
onboarding process. 
A recent B21 survey of HR execs showed that 80% of companies do either a poor or 
mediocre job of acclimating new employees (Ware, 2008). Organizations spend money on 
advertising, search fees, testing, background checks and pre-employment interviews to find the 
"perfect" candidate, then throw it all away by mishandling the candidate's transition into the 
organization. It is easy to underestimate just how difficult it is for new employees to adapt to a 
new job and a new culture and it takes a long time for them to contribute. 
As recruitment processes have progressed, the term onboarding has come into regular use 
in HR. Onboarding can be described as the direct bridge between the promise of new talent and 
the attainment of actual productivity. An effective onboarding process enables new team 
members to gain access to information, tools and materials needed to perform their function 
more quickly (Snell, 2006) 
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Terminology continues to be a challenge even after defining onboarding. There are many 
segments to onboarding as noted in Weinstein's report above. The next segment will review key 
elements of onboarding. 
Key Elements of Onboarding 
Blackwell Corporation is a member of Corporate Leadership Council and Recruiting 
Roundtable. These organizations provide research on key HR and Recruiting initiatives that is 
available to them. Therefore, a significant amount of literature in this area is taken from this 
available research. 
Recruiting Roundtable ((2004) identifies five opportunities that are most able to 
positively influence new hire performance. Three of the five opportunities reside in the 
onboarding process. The primary onboarding opportunity is to provide better organizational 
support. By providing necessary organizational support along with the needed tools, recruiting 
departments can more effectively engage new hires and dramatically improve new hire 
performance. This research identifies A-level drivers as those activities that improve employee 
performance by more than 20% and should therefore compel the attention of any decision maker. 
The top three A-level drivers for employees in the area of organizational support (figure I) 
include: 
1. Explaining performance objectives 
2. Learning about the group or division 
3. Understanding job responsibilities 
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ORGANIZATIONAL SUPPORT ANALYSIS: DETAILED Irl'lPORTANCE SKYLINE 
Supporting new hires is vitally important to performance 
Impact of Organizational Supportl on Performance' 
:lG.CIX. 
r----,---.---l Three of the eight A-level drivers are 
about organizational support Level of PerformancE' Driver 
A-level ~20.0 
B-Level 10.0 to 19.9 
C-Level 0.0 to 9.9 
D-Level <0.0 
Maximum 
Change In I !,.ox, 
P~rformance 
Figure 1. Source: Recmiting Roundtable 2003 New Hire Survey (p.lS7) 
Recruiting Roundtable shows the impact a variety of onboarding drivers have on 
performance. The first important realization is that there are three A-level drivers noting the 
overall significance onboarding has to performance. The fourth driver, receiving support from 
coworkers, just misses the A-level threshold by 0.7% and should not be taken lightly. The impact 
of coworker support has a significant effect on new employee performance. The top three drivers 
are all united by a common theme of organizational support. By helping new hires understand 
their performance objectives from the start of their employment, organizations are able to ensure 
that new hires are managing themselves to the correct outcomes. New hires will be able to focus 
on the aspects of their job that are most important to their success. Organizations that are more 
effective at this are rewarded with new employees who are more able to focus on the things of 
most importance about their job and in turn perform at a higher level. Along with this 
information, Donaldson (2006) reports that it has been shown the more quickly an employee is 
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integrated and settled into a new working environment, the faster they will achieve returns for an 
employer. 
Recruiting Roundtable's publication "Achieving operational excellence in recruiting: 
identifying the drivers of process excellence navigating early experiences" (2005) provides 
components of onboarding (figure 2). The key areas of onboarding include: Organizational 
support, along with information, resources and tools. These are higher level categories to cover 
the more detailed areas of checklists, systems, training, and employee experience. Components 
represent a time frame from pre-hire, through 90 days after start. 
CorV[PONENTS OF ONBOARDING 
OnboQl'dlng Is divided Into two components 
For Example: 
How much emphalil does your 
organization place on ... 
... explaining performance objectives! 
... describing the organization's vision! 
... teachlng new hires about the group or 
division! 
... having work for the new hire to do! 
\._--
[ On boarding 1 
[
Information, Resources, 
and Tools 
For Example: 
How much emphalis does your 
organization place on ... 
... providing computer training! 
... conducting orientation dass~! 
... setting up new hires' workplace! 
... providing early performance reViews! 
Figure 2. Source: Recruiting Roundtable Operational Excellence Framework. Identifying the Drivers of Process 
Excellence: Navigating Early Experiences (p. 151) 
More and more companies are moving to the web as talent conduit. The employment web 
site is being positioned as the centerpiece of online sourcing strategy and has become part of a 
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larger process. Increasingly, that process is to encourage as many applicants as possible to apply 
over the Web, regardless of where they are to provide key benefits. The Recruiting Roundtable 
research "E-Enabling" the Recruiting Process (2001) identifies the key benefits as decreased 
cycle time and lower cost. However, realizing such gains requires companies to have integration 
into broader systems. While these goals are very important, the key elements are really found in 
the opportunity to build relationships with candidates by encouraging as many of them to apply 
online as possible. This involves deliberately viewing the recruiting web site within the context 
of a candidate view. 
As anticipated, checklists address basic logistics such as preparing a work station for a 
new hire on their first day. Key elements are to engage new hires before starting and continue to 
engage them after they accept the offer. It is important to assign clear ownership and timeframes 
to all onboarding tasks. Recruiting Roundtable provides research entitled "Maximizing returns on 
recruiting investments" (2004) with key components of an onboarding checklist (Figure 3). 
Many articles offer ideas for checklists and key areas to focus on. Broadly stated, three 
main steps of onboarding programs are process, support and follow-up (D'Aurizio, 2007). The 
primary challenge for an organization will be to start at the beginning with the interview process. 
(Guttmann, 2008). This will be the challenge faced in the outsourcing model. Being aware of the 
processes and actually providing them is a different matter. For global companies, onboarding 
has even more implications. There are four components which are critical for the design and 
management of a successful onboarding process: 1) process analysis, 2) implementation, 
3) integration, and 4) reporting. Taleo, a major recruiting provider, has validated a wide 
reduction in time to onboarding based on a variety of processes 10% to 80% (Snell, 2006). 
W'Hw.r B crul tin IFOUIl dtab lB. com 
Onboarding Checklist 
Key componenls 
Adelftn;,. basIC lagJ&ricar facmr.s: Taite CSifS 41f i:t<lslc logI8tiC<1lfBctore. willen Include Betting up 'Horll equipment (or new 
hlrB8 on Ihlllrllral day. 
Engaglll!S'''' h/res pre-nat7l1a~: ContlJlU& engaging new 11Irll8 arler tnBy accapt j4l114llf&rB <lnd befors their start Ilatea. 
ASSIgn oWl!IIJllllJporol!boartJlllg: Aa81gn CIIIBr4l'HnBrBhlp and Ilmaframea to all onboardlnll taut;B. 
1rIaxlmlZIiJ new IlIrs par1lmnanil's: FOOU8 on maximIZing i1ew amplOYBe perrorm<lnCB and IIngBgement llorOBB IMlr enllre 
CBlaera. 
Cllmmlinlca:e 10 It,ll rest or l~e ');lam the sl.rt d:.ltes Of new tllree 
E~pI31~ the onllo.Idh,", p-oCEM to reVll1lree 
tla';e bU'IPnESS car,~s ready ror rew hires 'Jpcn their ~r&t .:lay ol work 
Get up rew hires' • ... ·ork dE6l6. FOs. ~eleph(X1e lirlES. and o1~er IVor( equlprrenl '7H;~' reed pnorl0 
ltelr 1',.l dil)' 
Ghow new hires 'an their Tlrsl d;;'·I"I'lhere :hey can ~"lIl~I'!l'" sh¢h :.l5 OfIIce 5LppGes. oopy m;;.¢hlres. 
f;)( ma¢'11~es. c01l'ee. eb. 
Enno'Jrage leammatE6 .ml 'b'Jc.:lIe&· to contact nl<w nlres :{I 'I.elocme theMl10 thl? o'ganIZ'.:'(jn •• nd 
ans ..... er any qLeet;o~s or.:;.:muems'he}" may tne , 
1-f3'.-e new hires c.omplete necess •. ry· ,,. . ork \l'(jCJJn1eniG '>'Jch o.s \'[-2 forme aro enroll In :he ben"",:5 
program 
Provide new nl'eS wll~ 3 'Jeemarre aro:l po,~IIDnl so ltat :hey can 10~ l1n to lhe "cmpao1Y Irlrao1el to 
f;211111.,1ze It emeel,'E6 '1lth the o;"g.nlzallan 
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Iroorporate as&e&smenl reSUlt> nbJ..'1ned dL,1rg :he ee:ec.l!on proceee tnto ~ew hires' b-anlng neelf6 
aM ce~elOprren1 plans 
Irocrporate n~'rcrk bUIl:1lng mec~ an1Srrs i,to onbcoartllrg pr-cgrams Ir.l help rew hi'es CfE:.lte peer 
',IroLP~ 10 f:.lcillate tno'tlMge-ehanng 
In:ro(i"Jce Vie rew I1lre '):) oln,", em~{oylOes 
Pro.'lde new ~\'e& WIll"3 clear explan:.l~or. 01b1e~' r,ret :.lselgrmenl wlln, thet"l,rst weB 
ReepC,1!1 Lo any cOc1cem& the ne''\' hire hae 
OC<'leduiSl ore,olHlne mee:;1!!S t-etween new hire an(J hl1rg manager ..... Ilt 'n ne\\' hlre's I1rst·30 d3)'S 
10 Dlecuss p8'forrranoe ',I031S :.lr,:1 o'ea:e (Je';elcpmEnt plal16 
GUftle ne· ... · hlrl< In &e:lIng lob expec!a1lcns 
Figure 3 source: Recruiting Roundtable, Onboarding Checklist: Key Activities that Maximize New Hire 
Perfonnance and Engagement (September 2004) 
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Do's and Don'ts for onboarding 
Corporations should be careful to avoid the following mistakes: 
1. Trying to provide too much information into orientation sessions 
2. Lack of planning 
3. Dull orientation 
4. Placing the new hire directly into the role 
Simply bringing a new employee in to work on the first day without appropriate support and 
coaching is one of the most common, and damaging, mistakes an organization can make. (Lee, 
2005). 
Companies should be sure to keep in touch with new hires as they integrate into the 
organization. They should actively seek them out to find out how they're doing and make it easy 
for them to tell HR and their boss what's on their mind. Lee (2005) cautions that even assertive 
individuals can be reluctant to ask questions or provide critical feedback. The ability to gather 
this information will be significantly impacted by the degree to which the new employees are 
able to speak the truth. Too often companies gather information from the exit interview. Guttman 
(2008) adds to this by encouraging weekly feedback and providing a mentor opportunity for the 
new employee. 
Outsourcing On boarding 
Doig (2006) defines recruitment process outsourcing (RPO) services to include: sourcing; 
screening; testing; interviewing; background checks and drug testing; hiring; coordinating the 
offer letter; on- boarding; maintaining applicant tracking logs, requisition, and candidate files; 
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reporting; and training. Full-service RPO runs the gamut-from finding the candidate to hiring a 
new employee and almost everything in between. 
However, according to Corporate Leadership Council "RPO Terrain Overview" the process 
management for strategic recruiting activities such as job description creation, hiring manager 
training, relocation and onboarding, are less frequently managed by a RPO vendor. 
50.0% 
n-I/. 
Processes most often outsourced 
to ;m extemal party 
OVERVIEW OF PROCESSES OUTSOURCED 
Transactional activities are outsourced in RPO more often 
Outsourcing by Process* 
Percentage of ProceS!ies Out sourced in RPO 
----./'-..------., 
Figure 4 Source: Recruiting Roundtable RPO Survey of Outsourcing Population; Recruiting 
Roundtable research. Chapter 1: RPO Terrain Overview pg25 
There are definite challenges to onboarding. Recruiting Roundtable research indicates 
that items outsourced are often based on the services in which the RPO vendor has expertise and 
vary on the degree of risk involved and the structure of the partnering organization. Sourcing is 
one of the largest pain points and is the most costly for an organization but is most often 
outsourced. Onboarding is least likely to be outsourced due to the high touch requirement for 
candidates. Nearly three-fourths of outsourcing partnership contract lengths are fewer than five 
years, with a median of three years. Many organizations have confusion around the ownership 
for the role of onboarding. According to Whitman (2008), no one wants to own onboarding. 
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Recruiters think their job is done, and hiring managers are too busy to organize the details of 
day-one employment. He suggests that organizations should have someone responsible for 
onboarding. 
Outsourcing the recruiting function can interfere with the productivity of an 
organization's hiring program which includes the connections to onboarding. This is a critical 
concern according to Arthur (2005). Today's recruitment challenges include the movement to 
electronics and new methods for interviewing such as peer interviewing and video interviews, 
documentation issues, reference-checking guidelines, and new orientation programs. The key is 
to have interlocking processes for interview questions, forms and checklists to help get great 
employees on board quickly and effectively. As we try to incorporate all of these areas, an 
outsourcing model can cause concerns. 
Communication is an important part of a relationship. This is true in dealing with an 
outsourced environment as well as with onboarding new employees. If a manager stays in touch 
with their new employee, they will have a better understanding of what that new hire needs to 
become engaged in the business, and committed to contributing to the company's success. 
In the end, what matters is the employee perception. Lee (2005) points out that because 
of their vulnerability to premature cognitive commitments, they are more likely to take these 
perceptions as indicators of the company as a whole. First impressions can and will taint their 
future perspectives on the employer. 
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The employer brand promise is made during the recruitment process says Whitman 
(2008), and it's checked and measured every day of employment. But day-one employment 
seems especially critical, as the new hire assesses if this everything they expected based on the 
interview and if all promises from the recruiting process are being met. When new employees 
show up for their first days of work with less than they expected; (no desk, no computer, no 
game plan) or no one greeting them on arrival, their perception of the organization is challenged. 
A rough first day or week definitely can be overcome, but why take that risk? Being as organized 
with onboarding as with recruiting helps deliver on the employer brand promise and keeps the 
momentum of positive interviews and interactions from before day-one employment going. This 
concept is corroborated by Sartain and Schumann (2006) where they identify key motivational 
tools to emotionally engage employees along with recruiting and retaining the best people. 
An additional perspective from Donaldson (2006) is that employees are likely to change 
their mind and leave, or return to their previous employer if they feel they have made an error in 
joining the new organization. Forty-seven per cent of staff turnover occurs within the first ninety 
days of employment, according to the Recruitment Solutions research reported by Donaldson 
(2006). Based on this attrition rate, it is important to reinforce that corporations must meet 
expectations and ensure that they are realistic from the start. Clarifying and then meeting 
employee expectations within the first three months of work is critical. 
SERVICE METRICS: rVlrSSING THE MARK 
While service quality did not improve as much as expected. organizations do not report a significant decline 
Quality Effectiveness: Services to Managers 
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Figure 5 Source: Recruiting Roundtable RPO Survey of Outsourcing Population; Recruiting Roundtable 
research. Chapter 1: RPO Terrain Overview (p. 41) 
Prior to outsourcing recruiting activities, one-half of organizations expected services 
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provided to candidates to remain unchanged and slightly more than two-fifths expected service 
to candidates to improve according to Recruiting Roundtable study (June, 2006). In reality, less 
than one-fifth reported service to candidates actually increased (more than 20 percentage points 
below expectations), and more than two-thirds reported service to candidates actually remained 
unchanged. Several organizations responded that service to candidates declined, slightly more 
than expected. 
Building and interpreting onboarding surveys 
According to On-Boarding surveys (2008) an effective on-boarding survey program does 
three very important things: 
1. Determines if on-boarding procedures are being followed 
2. Identifies potential problems allowing you to take corrective action in a timely manner 
3. Sends a message to new employees that you care about them and want them to be 
successful 
In the end, the key purpose for surveying new employees is to find out if the onboarding 
process addresses their needs. Work Institute publishes similar information in Employee 
Surveys (2008). 
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New hire feedback can also serve as a positive endorsement for your company based 
on information provided in Ready Set go! (Shirley, 2007). Whether new hires share their 
experience with other potential employees or the company captures these positive comments 
to share in future onboarding sessions, there is nothing more credible than feedback from 
satisfied, successful employees. 
Based on the key philosophy of Employee Insights (2008), questions should be 
formatted in a way that shows you care enough to ensure they have a great experience during 
their first few months. Opinions Incorporated suggests obtaining a consultant to select/write the 
most appropriate questions to maximize the usefulness of the information you receive from your 
on-boarding survey in "On-boarding survey" (2008). They recommend use of an on-line 
approach to On-boarding Surveys. Questions can be in a variety of formats. The use of scalable 
questions (using a five-point Likert scale), non-scalable questions and open-ended written 
comments provides a wide array of feedback. Many providers have tools which provide 
numerous ways to analyze all three kinds of questions. A key element of developing questions 
for the survey is to build in the ability to measure the effectiveness of your on-boarding 
procedures. 
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In a broad generalization, the questions to ask fall into key categories. Shirley (2007) 
offers that the key items to consider are the amount and type of information provided, 
accessibility to the information, the time line for learning the material, and content which should 
be included or excluded. In addition to these general categories, Employee insight offers that we 
would be able to measure the quality of the process by one question: Would the new employee 
encourage their friends and family to apply at the new company? 
When surveys are being generated, responded to, and reviewed on an ongoing basis, 
Employee Insight (2008) suggests an organization will be able to continually measure and track 
improvement. This insight allows the ability to provide constructive feedback to supervisors on 
how they are doing in their important leadership roles during the onboarding process. With 
ongoing feedback, data will be available to identify opportunities to expedite the time it takes 
new hires to get up to speed and become fully productive. In the process, it will be important to 
focus on developing an overall strategy to create key touch points and milestones throughout the 
onboarding period. Opinions Incorporated suggests that immediate feedback on each survey is 
important to allow for quick response to situations that may arise. Software packages are 
available that enable analysis of responses over time. 
Summary 
Overall, research was available to provide insight to the key areas of interest. There was 
very little information reported on the employee role in onboarding. The corporation has actions 
to be sure to avoid and to include; however, the employee has no key responsibility in the 
process according to the literature. Since onboarding is a critical part of joining a corporation, 
one would anticipate the employee would have a role. 
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The role of communications in an outsourcing environment seemed to lack substance in 
the research. Categories anticipated to be considered included challenges, communications and 
employee perception. There is information that suggests that problems arise because information 
and activities fall between the cracks. This would imply the need for communication checks on a 
regular basis during the process that would lead to process over view discussions and ultimately 
process improvement. 
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Chapter III: Methodology 
Research for this writing was conducted over a period of 18 months. The foundation for 
the research was based on the dedication of Blackwell Corporation to the quality of onboarding 
new employees and the concern about the impact related to outsourcing the recruiting function. 
This section includes details on the selection of subjects, subject description, data collection and 
reporting along with data analysis and a summary of findings. 
The goal of this research was to determine if employee perception of their onboarding at 
Blackwell Corporation is changed when hired in an outsourced environment. A benchmark study 
was conducted in October 2007 prior to recruiting being outsourced. Blackwell Corporation has 
outsourced recruiting and after 15 months is not aware of the impact outsourcing has had on the 
quality of the onboarding experience of New Hires. 
During the preparation to outsource, a survey was drafted for new hires to complete after 
being on the job for 90 days. A decision was made to have employees hired within three months 
prior to transition complete the same survey to provide a benchmark for comparison at a later 
date. Blackwell Corporation transitioned to the outsourced recruiting model beginning October 
1,2007. Based on this transition, employees starting in October, 2007 would complete the survey 
in January, 2008. Data has been gathered on an ongoing basis using the outsourcer's survey tool 
since January, 2008. Reports on the survey data have not been reviewed by the end of2008 to 
identify trends. 
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History 
History at Blackwell Corporation has been to hire through campus recruiting by 
function. Students came in as a "class" in January and June. Their onboarding experience overall 
was fairly positive as rated in surveys by new hires at the end of their initial orientation sessions 
in their respective functional groups. 
Over time Blackwell began bringing new hires in outside of the "class" structure and 
also began hiring more experienced people without a formal onboarding process. In September, 
2006, a new onboarding Web Site was launched in an effort to provide a single source of key 
information for all functions to use. The site was designed to eliminate the need for redundant 
work by individual functions and to provide a single source for updating materials that need to be 
referenced by all. Beginning October 1,2007, a consistent onboarding experience for all hires 
was implemented with an outsourcing partner. A survey was developed to be given to new hires 
at a period of three months post start to evaluate the experience through the outsourcing partner. 
Subject Selection and Description 
Blackwell Corporation is a global manufacturing organization, which has manufacturing 
plants around the world. Blackwell staff and operations are comprised of 55,000 employees 
globally. Employees are employed by Blackwell Corporation in a business unit, function and 
location. (Appendix B) They are not always aware of their business unit, but are quite 
comfortable with their function and location. Experiences for onboarding vary depending on 
function and location. Mill operations have significantly different onboarding practices from 
staff. However, within staff and operations groups, they are expected to follow similar practices 
going forward. 
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Hiring needs vary significantly within the organization by function. Some functions do 
significant college recruiting such as IT ad Engineering. Legal and marketing are more inclined 
to hire experienced professionals through agencies. 
Newly hired employees are not generally exposed to the practices of other functions. Each 
group seems to feel that they have a good way of doing things. New employees in each function 
generally believe the experience they had, has been shared by others. 
F or this research all respondents are new hires who received a survey to complete after 
having been employed for three months at Blackwell Corporation. 
Instrumentation 
The survey consists of 21 questions designed to measure onboarding experiences. The 
survey design was based on the questions originally developed by the Blackwell Corporation 
Center of Excellence and the Outsourcing Provider. A metrics consultant prepared the final list 
of questions. Meetings were held with members of the Recruiting Core Team and the Recruiting 
re-design team to review the questions. There were several reviews with minor changes. 
A decision was made that the survey would be distributed electronically to new employees 
upon completion of three months employment at Blackwell Corporation. Once the survey was 
complete a decision was made to do a benchmark survey with employees that started three 
months prior to outsourcing. The benchmark survey was not originally planned but was 
conducted in an effort to provide a platform to measure the change in process and business 
results going forward. Since Blackwell Corporation did not own the rights to the "Confirm It" 
tool at that time, the decision was made to use "Zoomerang" for the benchmark survey. 
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Data Collection 
A request to conduct a "current status" benchmark survey was approved. Conversations 
were held between the Metrics Coordinator and the Outsourcing Provider to consider if the 
Outsource Provider would generate the survey. Since the contract negotiations did not include 
this initial survey, there would be a significant cost and time delay to get the survey conducted. 
A decision was made to use Zoomerang for the initial survey to expedite the process and obtain 
results as close to October 1, 2007 as possible since that was the outsourcing transition date. 
To conduct the benchmark survey, questions were populated into Zoomerang and an email 
invitation was drafted and reviewed with the Metrics coordinator. The original plan was to send 
the survey to a random sample of hires over the last three months. A report was requested from 
the HRIS area for all new hires year-to-date in 2007 included 1346 names. A random sample size 
on this volume would be n=217. However, based on the focus ofthe survey in the future, the 
type of sample was changed to a cluster sample. Employees receiving surveys in the outsourced 
environment include full time/ part time / exempt and non-exempt regular employees. Upon 
review of the employee list for the benchmark survey, hourly employees, interns and coops, 
intermittent employees, and casual workers were removed. This left a list of 523 employees from 
the initial 1346. Finally, employees hired before June 15,2007 were removed to provide a 3-
month hire group from June 15 - Sept. 15,2007. 
The population for this cluster sample included full time/ part time / exempt and non 
exempt / overtime and no overtime/ regular employees hired between June 15 and September 15, 
2007. The list of216 employees was randomized using the randomizer in EXCEL. The result 
-------------------------- ---- -----
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was almost exactly the same number that would have sampled if an entirely random sample 
would have been conducted. 
The population was broken down into Business Unit, Function, and Location for purposes of 
interest. There was discussion about keeping the answers aligned so the report could identify results 
by function or business unit. There was concern that this sort of reporting could jeopardize 
anonymity if the numbers were extremely small. Therefore, the results were randomized in total. 
Emails with over 100 names in the (TO: ) field will be recognized as junk mail in the 
corporate system so three email messages were prepared to accommodate 72 people in each 
email. 
The benchmark survey was sent out on Monday October 8, 2007 and results were requested 
back by end of day Friday October 12,2007. The information was received and reviewed by the 
Center of Excellence and kept on file. 
Over the period of twelve months surveys were generated to individual employees via the 
outsourced provider using "Confirm It" as they reached three months on the job. This data has 
been stored in the tool. 
For this research, human subjects training was completed 11117/2008 and IRB approval was 
obtained. No data was gathered prior to that date. A request was made of the Talent Acquisition 
COE to obtain access to the benchmark survey results from the Zoomerang survey completed in 
October 2007. A second request made to HR leadership for approval to have access to the 
outsourcing data was granted. A contact was made to the outsourcing company to obtain results 
gathered over the last year from ongoing surveys. All information was provided by January 23, 
2009. 
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Data Analysis 
Analysis of the data was conducted by directly comparing responses in the benchmark 
survey results to the outsourced survey results. Questions 1-4 are demographic and reflected in 
tables. Questions 5-18 have numeric responses to Likert scales and yes / no responses. Questions 
19 an 20 are commentary and are summarized in tables. Meetings were held with the COE to 
review the data and identify positive or negative trends. 
Response rates are significantly positive. Original response rate of 25% was desired. 
Response rate on the benchmark survey was 63.4% and on the ongoing post outsourced surveys 
over 15 months the average is 64%. For the post outsourced surveys internal employees moving 
to new roles provided a 60% response rate while external hires into their new role responded 
69% of the time. 
Limitations 
1. Two different tools were used for the survey. 
2. The ongoing survey is sent to internal and external hires while the benchmark 
survey was sent only to new external hires. 
3. Demographics are not correlated to the results. This lack of correlation prohibits 
the ability to view data for a specific function, month, business unit or location. 
4. Employees are not always aware of their business unit or function and could have 
selected the wrong one. 
5. Questions 21 and 22 have significant amounts of commentary data that will 
require interpretation by the business. 
Summary 
26 
6. The post outsourcing survey responses do not include answers to questions 16 and 
17 which were on the original benchmark survey. These questions relate to the 
employee receiving performance management objectives and training plans. Since 
they were not used on the ongoing survey, the results for these two questions in 
the original benchmark survey were not used. 
Data was gathered to learn about the onboarding experience of new employees in two 
different survey tools with different types of employees in different recruiting environments. The 
first set of data called the "benchmark data" was done via "Zoomerang" in an in-house recruiting 
model and surveyed new external hires brought in three months prior to outsourcing. The second 
set of data called "Post Outsource" data was done via "Confirm It" on an ongoing basis from 
October 2007 to December 2008 once employees had reached three months of employment in an 
environment with outsourced recruiting. The same survey questions were used for both sets of 
surveys. Response rate for both of the data collection methods exceeded 60%. 
The remainder of the paper will provide an overview of the findings in the survey results 
and summarize direction going forward. 
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Chapter IV: Results 
The desired outcome of this study is to determine how current quality of 
onboarding one year post-outsourcing compares to the pre-outsourced environment. A 
benchmark survey was conducted prior to outsourcing in October 2007 with employees who had 
been hired during the prior three months. Once the recruiting function had been outsourced, 
employees began receiving surveys upon completion of their third month of employment. The 
data was analyzed by comparing the benchmark data to data taken via ongoing survey in the 
outsourced environment over the period of 15 months from October 2007 through December 
2008. Based on observations, the study will strive to point out key areas for eventual 
improvement and related recommendations. 
Demographics 
Demographic information was captured in questions one through four in the survey. 
Results are provided in chart comparison in Appendix B. There were 137 respondents in the 
original benchmark survey and 287 respondents in the post outsourced surveys over 15 months. 
The response rate was very similar for both. The response rate on the benchmark survey was 
63.4% and on the ongoing post outsourced surveys over 15 months the average is 64%. 
The demographics are broken down by business unit, function, location and month. The 
demographics of the two survey groups are very similar and do not appear to have a direct 
correlation to result variations. Based on the lack of correlation of demographics to findings, the 
results will not be interpreted by demographic. The demographic information is shared in chart 
format comparing information before and after outsourcing. 
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Onboarding Quality responses 
When reviewing the quality responses for questions 5-19, (Appendix C) a delta is noted 
in the right hand column to identify the percentage points of change. For those items that are 
positive, a positive change is good where a negative change is bad. Negative change is noted in 
red font. By this method, there are items that have improved, declined or remained the same. 
Information is being reported in that fashion. This will represent the outsourcing trend. 
Improved 
1. Experience during the first week was enjoyable 
2. Employees received a friendly welcome from their department 
3. The time to receive computers and supplies to do the job was adequate 
4. Employees are aware of the onboarding CBT 
5. Employees used the onboarding CBT 
6. The job described to the employee compares to the job they are doing 
7. Employees are satisfied with Blackwell Corporation 
Decreased 
1. Amount of information provided between offer and start was sufficient 
2. Access to Team Leader was sufficient 
3. Automated enrollment process was easy to use 
Remained the same 
1. Team Leaders spent time to explain performance management 
2. The onboarding web site was flexible and easy to use 
3. Employees would recommend friends and colleagues to Blackwell Corporation 
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Response data indicates that there are two extremely strong areas which are also 
identified as key strengths in the literature review. New employees at Blackwell Corporation feel 
very welcomed by their department and they would recommend Blackwell Corporation to 
friends and relatives. 
While the trend on activity related to use of the onboarding web site is positive, the 
overall numbers remain low. Just over half the respondents have used the site and the CBT. Less 
than half reported finding the site easy to use. 
The automated enrollment process for benefits shows opportunity for improvement. 
Although the trend was only slightly down, the overall positive score of 66% indicates an 
opportunity for improvement. 
According to the literature the inclusion of performance expectations and training plans is 
seen as critical for employees to feel positive about their onboarding experience. 
Transition between the accepted offer and start date received positive scores from 78% of 
respondents in the benchmark survey and 73% in the ongoing survey. This negative trend should be 
considered as an area for focus. 
Recommendations and Feedback 
The last two questions of the survey asked respondents to provide improvement suggestions 
and feedback. This information is very scattered and contradictory. Detailed responses will be 
provided to the COE for review. A summary by general category was developed from the survey 
responses (Appendix D). Responses indicate a need to improve communications and provide more 
assistance with HR activity. Areas that improved from 2007 to 2008 include day one readiness and 
exposure to existing onboarding resources. 
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There are three overall themes in the responses: 
1. Consistency: There is an opportunity to be more consistent to ensure that all employees 
have the same experience. 
2. Training: Employees are very concerned about training when they arrive in a new 
position. 
3. Candidate Care: New employees in the best of experiences would like to have a little bit 
more TLC. 
The number of employees providing "no response" for these two categories appears to have 
significantly increased from 2007 to 2008. However, in 2007, the survey allowed the respondent to 
go past a question so the overall number of responses is lower. In reality, there were approximately 
20% fewer "no response" in 2008. 
Comments pertaining to outsourcing recruiting represented 10.7% of the total responses. The 
responses offered concerns around activity falling through the cracks, problems getting clarification 
on questions, and making the process seem convoluted rather than simple and straightforward. 
31 
Chapter V: Discussion 
Blackwell Corporation has undergone a significant transition to outsource non-core 
activity to remain competitive. Areas outsourced include ITS, Engineering and Human 
Resources eHR). In HR the key areas for outsourcing included relocation, benefits, HR 
administration, training administration and recruiting. Recruiting is being coordinated through an 
outsourcing agency in an off shore country. The employee experience begins during recruiting 
and affects their onboarding. 
Recruiting was outsourced 10/1/2007, and after 15 months Blackwell Corporation is not 
aware of the impact outsourcing has on the quality of the onboarding experience of New Hires. 
A survey was prepared to be given to employees upon completion of three months of 
employment. Data from October 2007 through December 2008 was compared to a benchmark 
survey done with employees who started at Blackwell Corporation three months prior to 
outsourcing. This data was reviewed for trends and overall review. 
Conclusions 
Onboarding is the most critical time period for a new hire of an organization and is comprised of 
the first 90 days after hire. Some of the key indicators that point to synchronization of the survey 
data in this research and the literature are as follows: 
Key elements of onboarding for employees, according to the Corporate Leadership 
Council and Recruiting Roundtable, appear to be met in the survey. These employee drivers are 
to explain performance objectives, learn about the group or division and understand job 
responsibilities. 
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Lee (2005) cites that the first day is most critical. Making sure the employee is welcomed 
and has the tools they need on day one are significant measures of quality in the onboarding 
process. Blackwell Corporation receives highest marks in both of these areas. 
Employee insight offers that we should be able to measure the quality of onboarding by 
asking one question: Would the new employee encourage their friends and family to apply at the 
new company? Blackwell Corporation did ask this question in the survey and the answer is a 
resounding 95% YES. 
The primary area of improvement is also in line with the literature from an outsourcing 
perspective. Whitman (2008) identified a key problem ofthe "connections" component in an 
outsourced environment. He points out that no one wants to own onboarding. This appears to be 
true in the responses from new hires at Blackwell Corporation. Employee responses to reveal 
that Blackwell needs to improve on providing more information between the offer and the start 
date. The recommendation for this is to have the manager stay in touch with the employee during 
this difficult time. 
Recommendations 
The value of doing ongoing surveys is to find out if onboarding is meeting the new 
employee's needs. It will be important to implement activities to ensure that needs are being met. 
The strong response rate indicates that employees are passionate about sharing their experience. 
It will be important to take these comments seriously and act on them. Without improvements, 
the survey will no longer be credible. Survey results and the action plan will be reviewed with 
the Center of Excellence, HR Leadership and the Outsourcing partner. Suggested action items 
include: 
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1. Prepare a log of suggested action items related to Onboarding research. 
2. Research processes for forms and benefits for improvement opportunities. 
3. Determine how improvements or lack of improvement will be measured. 
4. Set up standard reporting to be reviewed at functional levels. 
5. Review ongoing surveys as they are conducted on a regular basis. 
6. Focus on the Onboarding Web Site and CBT to determine the value. 
7. Provide a more consistent experience with the Onboarding Web Site. 
8. Ensure that managers stay in touch with employees between the accepted offer and 
the start date. 
9. Communicate to ITS the improvement noted for day one technology availability. 
10. Consider changing question number 9 to eliminate ambivalent wording to describe the 
experience. Rather than to use the word "adequate", consider use of a Likert scale: 
Day 1 Day 2 Day 3 First week After first week 
11. Ensure that the drop-down lists are kept current for location, function and business. 
According to the Phillips (2001), recruiting and onboarding is a critical time to transition 
the employee into the organization. Being able to retain them is directly related to their 
onboarding experience. Weinstein (2008) also reports that new hire retention is the top reason 
organizations pursue onboarding. Blackwell Corporation is dedicated to quality onboarding. 
Review of existing survey data indicates they are able to continue on this course successfully in 
an outsourced environment. 
---------------------- -- -~--- ------~-----
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Appendix A: Business, Function, Location, Month (KEY) 
iAI S I C ! 0 1 E I. 
Susiness Unit Funotion looation looation 
1 Developing and Emerging Markets Administrative CA - Huntsville Mill US - Media Sales Offioe 
2 Finanoe Audit CA - Mississauga Offioe US - Midwest Distribution Center 
3 HealthCare Aviation CA - No K-C \1ork Site US - Minneapolis Sales Office 
4 Human Resouroes Communications 1< Publio Relations CA - St. Hyaointhe Mill US-Mobile Mill 
5 Innovation/Stratea~ Enaineerina US - Appleton - CorgAir Trans Hangar US - Nashville Sales Offioe 
I 6 K-C Professional Exeoutive Manaaement US - Atlanta Distribution Center US - Neenah - Central Stores \1arehouse 
I 7 law 1< Governmental Affairs/Compliano F aoilitio. Management/Servioes US - Avent Del Rio F aoilit~ US - Neenah - Child Care Dev F aoility 
8 Marketing Finanoe 1< Aooountina US - Avent Ft. \1orth F aoilit~ US - Neenah - Cold Sprina FaoiliN 
1 S North Atlantio Consumer Produots Health Servioes US - Avent Tuoson East US - Neenah - Compliance T estina F aoilit~ 
110 Human Resouroes US - Avent Tusoon \1est US - Neenah - Conferenoe Center 
111 Insights Marketing Researoh US - Seeoh Island Mill US - Neenah - Experimental Mill 
112 Integrated Marketing Communications US - Bellevue Sales Offioe US - Neenah - Fern Care Pilot Faoility 
13 IT Servioes US - Berkeley Mill US - Neenah - K-C Gar age 
14 labor - Maintenance US - Chantilly Sales Offioe US - Neenah - KCPX 
15 labor - Operations US - Charlotte Sales Office US - Neenah - Kimteoh Plant 
116 legal US - Chester Mill US - Neenah - lakeview Distribution Center 
117 logistios 1< SupplyChain Mgmt US - Chioago Distribution Center US - Neenah - lakeview Plant 
18 Marketina US - Cinoinnati Sales Offioe US - Neenah - Nonwovens Facility 
19 Operations/Mfa Management US - Conway Mill US - Neenah - Offioelooatlons 
20 Glualit~ Assuranoe/Regulatory/Compliance US - Corinth Mill KC Prof Produots US - Neenah - South Plant 
21 Researoh/Development US - Comith Mill Nonwoven Produots US - New Milford Mill 
22 Sales US - Dalls \1orld Headauarters US - Newton Square. PA Office 
23 Stratea~ US - Do~lestown Sales Offioe US - No K-C \1ork Site 
124 Tax US- Draper FaoiliN US - Odaen Plant 
125 US - Everett Mill US - Owensboro Mill 
126 US - Franklin Sales Offioe US - Paris Plant 
127 US - Frisoo Sales Offioe US - Pleasanton Sales Offioe 
128 US - Fullerton Mill US - Pooatello Plant 
129 US - Ha,elton Distribution Center US - ROQers Sales Offioe 
30 US - Hoffman Estates Sales Office US - Roswell Offioe Sites 
31 US - Jenks Mill US - San Antonio Faoility 
32 US - Knoxville Adminstr ative Center US - Southwest Distribution Center 
33 US -laGrange Mill US - Tampa Sales Offioe 
34 US -lexington Mill US - Trevose Sales Offioe 
35 US - loudon Mill US - \1aco Offioe 
·36 US - Marinette Mill US - \1arrenville Sales Offioe 
137 US - Maumelle F acilit US - \1ashinaton DC leaal Office 
138 US - Yorba linda Sales Offioe 
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Appendix B: Demographic Responses 
Hires by Month - 2007 (pre-outsourcing) 
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Hires by Month - 2008 (post-outsourcing) 
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Appendix C: Quality of Onboarding Responses 
5. Tile amollnt of information provided 
me between my offer acceptance 
start date was sufficient. 
6. YOllr experience in YOllr first week 
of employment was enjoyable. 
7. YOll received a friendly welcome 
YOllr department. 
Total 
ew'< ,., __ ~~" • __ ~ __ ~~~~~_~ ______ ~_~ ___ c~ __ ~_~ ___ ~~_~ ___ ~~~~ ____ ~~~_,_,_' __ , 
2007 Responses 
26 '19% 
8'1 :·9~·'a 
'l2 Qat OJ ,'0 
'15- '1'1 ~I:; 
2007 Responses 
42 3'1% 
:IS 42% 
24 '18% 
12 9% 
1 '1% 
137 100% 
2007 Responses 
75 5-5% 
5-1 3,7% 
8: ..... '01 r Ie 
2 1% 
0 0% 
137 100% 
42 
2008 Responses 
68 24% 5 
'134 49% 
30 '11% 2: 
37 14% 
7 3% 
100% 
2008 
95 
129 
37 
'11 
2 
274 
2008 Resllonses 
166 61% 
!;rl 33° .. ~ 
1'1 4°1 ,'0 -3 
6 2%, -1 
0 0% 0, 
274 100% 
Appendix C: Quality of Onboarding Responses 
8. I was provided sufficient access to 
my team leader within my first month. 
Total 
9. The time it took to receive your 
computer, phone and office supplies to 
do your job was acleqllate. 
Total 
10. The automated enrollment process 
for benefits was easy to use. 
Total 
2007 Responses 
68 50% 
51 38% 
7 5% 
6 4% 
4 3% 
100% 
2007 Resllonses 
52 38~'o 
44 32% 
C 4% 
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23 17% 
13 9% 
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3"1 23% 
62 46% 
"16 "12% 
20 "15% 
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93 34% 
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2 "1% 
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21 8~'G 
274 100% 
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Appendix C: Quality of Onboarding Responses 
aware of the onboarcling 
Computer Based Training CBT? 
you lise the online Onbaorcling CBT? 
13. The online onboarding web site was 
ami easy to lise. 
14. The job describecl to YOLI clming YOLir 
interview is compa.ra.ble to tile tvlle of 
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77 56% 
60 44% 
'137 100% 
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'168 62% 
'105 38% 
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Appendix C: Quality of Onboarding Responses 
15. My team leader spent time with me 
reviewing the Performance Management 2007 Responses 2008 Responses 
iPlvLiVS: I Delta 
IYes '112 84% 222 83% -1 
No 22 '16% 47 '17% 1 
iTotal 134 100% 269 100% 
. 
. 
18. On a scale of 1 to 5 (5 being highest) 
how would you rate your overall 2007 Responses 2008 Responses 
satisfaction with Blackwell Corporation at 
this time? n 
--~, 
1 0 0% 2 1% 1 
2 6- 4~'o '14 S% 1 
3 23 '17% 4 5° .. 'G -12 
i4 62 4S% 77 29% -16 
c 
-..! 46- 34% 1S9 6-0% 26 
.Total 137 100% 266 : 100% 
: : 
19. Would you recommend Kimberly-Clark 
Ito friends ancl colleagues as a goocilliace 2007 Responses 2008 Responses 
Ito work? Delta 
IYes '130 8'6~'o 253 9S% -1 
~:- --~ ---
No c 4~·~ '13 S% 1 ~, 
Total 135 100% 266 100% 
--- -----
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Appendix D: Recommendations and Feedback Responses 
2007 Responses 2008 Responses 
44 
3 
Total: 81 
2007 Responses 
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Total: 49 Total: 262 
